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International Community Health Services (ICHS) provides 

culturally and linguistically appropriate health services

to improve the wellness of King County’s diverse people and 

communities. 

It currently runs in 4 major clinics in the Greater Seattle Area and 

serves mostly new immigrants and English-as-Second-

Language (ESL) patients.

Situation



Currently, their main website ICHS.com suffers 

from low utilization and high bounce rates. 

Stakeholders wish to improve the website to attract 

new patients, retain existing patients, inspire job 

seekers and supporters and improve on overall 

usability.

Situation



• To continue to attract and retain patients, donors and staff

• To sustain partnership with community partners, advocacy group and lawmakers

• To advocate ICHS as a proud community service provider for immigrants and minorities

Business
Objectives

• Increase user browsing count in a month by 20% after launch

• Decrease user bounce rate by 20% after launch

Web Design
Objectives

Objectives



Actions - Research Findings

from current website 
telemetry, user survey, 
interview & usability tests

1
Community 
involvement

2
Multilingual 
services

3
Help with medical 
system, such as 
insurance

ICHS is 
valuable to 
users 
because...



Actions - Research Findings

5 Pain-points
In current website

1
Confusing IA

2
Usability issues

3
Lack of UI standards 
& Consistency

4
Inaccurate & 
inadequate 
information

5
Mismatch between users’ 
expectation & current website 
offerings

from survey, interview & 
usability testing



Actions - Research Findings



Actions - Research Findings



Actions - Research Findings



Actions - Research Findings



Actions - Research Findings



Actions - Research Findings



Actions - Personas

● Check medical record
● Find location
● Find doctor & make appointments

● See latest job postings
● Understand benefits & 

compensation

● Understand ICHS mission & 
values

● Find out ongoing financial & 
volunteer needs, e.g. through 
event calendar

Personas



1
Inclusive

● Multilingual 
● Big text, plain language

2
Flexible & efficient

● Multi-navigation & reduced clicks
● Better structured information 

architecture (IA)
● Large and visible action items

3
Community centered

● Images show groups of people 
instead of individuals

4
Consistency

● Fewer font types & sizes

Actions - Design Principles

Design 
Principles



Actions - IA

Information 
Architecture



Actions - IA

IA

Iterations



Ideation

Wireframes

Actions - Ideation



Actions - Ideation

Ideation

Scenario 
Design

Find operation and 
financial info 
about ICHS

1
Patient

2
Job Seekers

3
Supporters

Search for  job

DonateApply

Find a doctor

Make an 
appointment with 

a found doctor

Modify an 
appointment

4
Commons

Find event of 
interest

Register for 
upcoming event



Actions - Lo-fi Prototype

Lo-fi 
Prototype

We designed eight primary 

scenarios based on three 

personas.

We created low-fi prototypes 

based on the eight primary 

scenarios.



Using our low-fi prototype, we conducted 

usability study with patients and employees at 

ICHS. We also did a walk-through and interview 

with stakeholders at ICHS. This process helped 

us gain valuable feedback for iteration.

Stakeholder Interview  
& Usability Testing

Actions - Usability Test



Actions - Usability Test

Usability Findings

Actionable 
Items

1
Address Extreme Use Cases for Patients

Provide alternatives for patients who are unwilling to fill in personal information
Provide quick access to location and contact information for emergency situations



Actions - Usability Test

Usability Findings

Actionable 
Items

2
Reduce Mental Burden

Use more visual components
For patients, provide one page summary of appointment detail for confirmation



Actions - Usability Test

Usability Findings

Actionable 
Items

3
Sensitive information concern

Remove doctor’s rating
Modify information that are required for making an appointment



Actions - Usability Test

Usability Findings

Actionable 
Items

4
Visual Strategy

Inclusive - welcome people from all backgrounds  

Professional - provide quality health services 

Soothing - calm environment for patients



High-fi 
Prototype

Walkthrough

Results

https://www.figma.com/proto/FznloCwdIokaaLsS6HMFJPKa/ICHS?node-id=2%3A2&scaling=min-zoom


Obstacles 1
Interviewees are not the people who 

actually use ichs.com. On average the 

website users show low technical literacy

Workaround / Solution

How we overcame the first problem is 

to focus more on ICHS staff who use 

the website as both patient and staff, 

as well as we tightly link our design to 

stakeholders’ intentions / business 

goals

Workaround / Solution

We designed the appointment feature 

with ‘if it becomes technical feasible in 

the future, how it should look like’ 

mindset.

2
Make an appointment is a typical 

scenario but couldn’t be implemented 

due to technical feasibility

Results



Reflections 1
Recruit more people who can 

represent our personas more 

accurately 

(i.e. find past survey participants 

from the organization)

2
Given more time, we would have 

come up with a mobile website 

design

Results


